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“One of the best business books of the twentieth ceatury,
now renewed for the challenges of the tweaty-first™
~Tom Kelley
General Manager, 1060
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SERVICE VS. EXPERIENCE




3 BASIC DESIGN PRINCIPLES
[H.EM.E

THEME

HARMONIZE IMPRESSIONS WITH POSITIVE CUES
ELIMINATE NEGATIVE CUES

MIX IN MEMORABILIA

ENGAGE THE FIVE SENSES



THEME

A SET OF TANGIBLE AND
INTANGIBLE CUES THAT SUGGEST
A DIFFERENT TIME, PLACE, OR
SET OF CIRCUMSTANCES



HARMONIZE POSITIVE CUES
& ELIMINATING NEGATIVE CUES
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HARMONIZE POSITIVE CUES
& ELIMINATING NEGATIVE CUES




HARMONIZE POSITIVE CUES
& ELIMINATING NEGATIVE CUES
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HARMONIZE POSITIVE CUES
& ELIMINATING NEGATIVE CUES




MIX IN MEMORABILIA

PURCHASED UNANTICIPATED THE BESTOWAL

:VEEKL\' TRA\/ELOGUE FROM
IANS WORKING OVERSEAS
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DESIGN
EXPERIENCES
THAT HELP PEQPLE
BE WHERE THEIR FEET ARE



